Alcoholic Beverage Control Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

|Alcoholic Beverage Control I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total

Billing 0 1
0 0

0 1

0 0

0 1

0 0

0 1

0 0

EIS Hardware 0 1
0 1

0 1

0 1

0 1

0 1

0 1

0 1

Print/Copy/Sca Incident None 0 1
n/Fax 0 0
Total 0 1

0 0




High

Low

Medium

Total

Print/Copy/Sca Total 1 1
n/Fax 0 0
1 1

0 0

_No Tier 2 None None 1 2
0 0

Total 1 2

0 0

Total 1 2

0 0

Application Error Microsoft Office 1 1
XP Standard 0 0

None 3 3

0 0

Novell 1 1

GroupWise 0 0

Surveillix 0 2

Surveillance 0 0

Triversity 8 8

Point-of-Sale 4 4

Total 13 15

4 4

None Microsoft 0 1

Windows XP 0 1

None 7 10

7 7

Surveillix 0 1

Surveillance 0 0

Triversity 22 24

Point-of-Sale 22 23

Total 29 36

29 31




High

Low

Medium

Total

Application Reporting Triversity 7 1 8
Point-of-Sale 7 1 8

Total 7 1 8

7 1 8

Total 49 9 59

40 3 43

EIS Hardware None None 13 1 14
13 1 14

Total 13 1 14

13 1 14

Total 13 1 14

13 1 14

Network Error Novell Client 1 0 1
for 32-bit 0 0 0

Total 1 0 1

0 0 0

Incident None 1 0 1

1 0 1

Total 1 0 1

1 0 1

None None 0 1 1

0 1 1

Total 0 1 1

0 1 1

Password None 1 0 1

1 0 1

Total 1 0 1

1 0 1

Total 3 1 4

2 1 3

PC/Laptop Error None 2 0 2




High

Low

Medium

Total

PC/Laptop Error Total 2 0 2
1 0 1

Hardware None 2 6 8
0 2 2

Total 2 6 8

0 2 2

Password Microsoft 1 0 1
Windows XP 1 0 1

Total 1 0 1

1 0 1

Total 5 6 11
2 2 4

Print/Copy/Sca Error Code None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Incident None 6 2 8
4 0 4

Total 6 2 8

4 0 4

Paper Jam None 0 1 1
0 0 0

Total 0 1 1

0 0 0

Toner/Fuser/Ink None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 8 3 11
4 0 4

79 20 101

61 7 68




High

Low

Medium

Total

Telecom

Hardware Telephone 1
0

Total 1

0

1

0

1

0

105

69




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

Bottom Number - Missed Inital Response
High Low Medium Total
Billing 0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
0 1 0 1
EIS Hardware 0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
Print/Copy/Sca Incident 0 1 0 1
n/Fax 0 0 0 0
0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0
0 1 0 1
0 0 0 0




High Low Medium Total
_No Tier 2 None None 1 0 2
1 0 1
Total 1 0 2
1 0 1
Total 1 0 2
1 0 1
Application Error Microsoft Office 1 0 1
XP Standard 1 0 1
None 3 0 3
2 0 2
Novell 1 0 1
GroupWise 0 0 0
Surveillix 0 2 2
Surveillance 0 0 0
Triversity 8 0 8
Point-of-Sale 0 0 0
Total 13 2 15
3 0 3
None Microsoft 0 1 1
Windows XP 0 0 0
None 7 2 10
0 0 0
Surveillix 0 1 1
Surveillance 0 0 0
Triversity 22 2 24
Point-of-Sale 0 0 0
Total 29 6 36
0 0 0
Reporting Triversity 7 1 8
Point-of-Sale 0 0 0
Total 7 1 8
0 0 0




High Low Medium Total
Application Total 49 9 59
3 0 3
EIS Hardware None None 13 1 14
0 0 0
Total 13 1 14
0 0 0
Total 13 1 14
0 0 0
Network Error Novell Client 1 0 1
for 32-bit 1 0 1
Total 1 0 1
1 0 1
Incident None 1 0 1
0 0 0
Total 1 0 1
0 0 0
None None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 1 4
1 0 1
PC/Laptop Error None 2 0 2
2 0 2
Total 2 0 2
2 0 2
Hardware None 2 6 8
0 0 0




High

Low

Medium

Total

PC/Laptop Hardware Total 0 2 6 8
0 0 0 0

Password Microsoft 0 1 0 1

Windows XP 0 1 0 1

Total 0 1 0 1

0 1 0 1

Total 0 5 6 11

0 3 0 3

Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0 0 0 0
Total 0 1 0 1

0 0 0 0

Incident None 0 6 2 8

0 0 0 0

Total 0 6 2 8

0 0 0 0

Paper Jam None 0 0 1 1

0 0 0 0

Total 0 0 1 1

0 0 0 0

Toner/Fuser/ink None 0 1 0 1

0 1 0 1

Total 0 1 0 1

0 1 0 1

Total 0 8 3 11

0 1 0 1

2 79 20 101

0 9 0 9

Telecom Hardware Telephone 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0




High

Low

Medium

Total

Telecom

—_

—_

105
10




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total

Billing 0 1 0 1
0.00 18.82 0.00 18.82

0 1 0 1

0.00 18.82 0.00 18.82

0 1 0 1

0.00 18.82 0.00 18.82

0 1 0 1

0.00 18.82 0.00 18.82

EIS Hardware 0 1 0 1
0.00 0.00 0.00 0.00

0 1 0 1

0.00 0.00 0.00 0.00

0 1 0 1

0.00 0.00 0.00 0.00

0 1 0 1

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident 0 1 0 1
n/Fax 0.00 0.60 0.00 0.60
0 1 0 1

0.00 0.60 0.00 0.60

0 1 0 1

0.00 0.60 0.00 0.60

0 1 0 1

0.00 0.60 0.00 0.60

_No Tier 2 1 1 0 2
0.08 13.71 0.00 6.90




High Low Medium Total
_No Tier 2 None Total 1 1 0 2
0.08 13.71 0.00 6.90
Total 1 1 0 2
0.08 13.71 0.00 6.90
Application Error Microsoft Office 0 1 0 1
XP Standard 0.00 1.03 0.00 1.03
None 0 3 0 3
0.00 1.50 0.00 1.50
Novell 0 1 0 1
GroupWise 0.00 0.09 0.00 0.09
Surveillix 0 0 2 2
Surveillance 0.00 0.00 0.00 0.00
Triversity 0 8 0 8
Point-of-Sale 0.00 0.06 0.00 0.06
Total 0 13 2 15
0.00 0.47 0.00 0.41
None Microsoft 0 0 1 1
Windows XP 0.00 0.00 0.00 0.00
None 1 7 2 10
0.00 0.01 0.00 0.00
Surveillix 0 0 1 1
Surveillance 0.00 0.00 0.00 0.00
Triversity 0 22 2 24
Point-of-Sale 0.00 0.00 0.00 0.00
Total 1 29 6 36
0.00 0.00 0.00 0.00
Reporting Triversity 0 7 1 8
Point-of-Sale 0.00 0.01 0.04 0.01
Total 0 7 1 8
0.00 0.01 0.04 0.01
Total 1 49 9 59
0.00 0.13 0.00 0.11




High Low Medium Total
EIS Hardware None None 0 13 1 14
0.00 0.00 0.00 0.00
Total 0 13 1 14
0.00 0.00 0.00 0.00
Total 0 13 1 14
0.00 0.00 0.00 0.00
Network Error Novell Client 0 1 0 1
for 32-bit 0.00 6.18 0.00 6.18
Total 0 1 0 1
0.00 6.18 0.00 6.18
Incident None 0 1 0 1
0.00 0.02 0.00 0.02
Total 0 1 0 1
0.00 0.02 0.00 0.02
None None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 1 0 1
0.00 0.05 0.00 0.05
Total 0 3 1 4
0.00 2.08 0.00 1.56
PC/Laptop Error None 0 2 0 2
0.00 3.53 0.00 3.53
Total 0 2 0 2
0.00 3.53 0.00 3.53
Hardware None 0 2 6 8
0.00 0.03 0.00 0.01
Total 0 2 6 8
0.00 0.03 0.00 0.01




High Low Medium Total
PC/Laptop Password Microsoft 0 1 0 1
Windows XP 0.00 1.09 0.00 1.09
Total 0 1 0 1
0.00 1.09 0.00 1.09
Total 0 5 6 11
0.00 1.64 0.00 0.75
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 0.79 0.00 0.79
Total 0 1 0 1
0.00 0.79 0.00 0.79
Incident None 0 6 2 8
0.00 0.00 0.00 0.00
Total 0 6 2 8
0.00 0.00 0.00 0.00
Paper Jam None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Toner/Fuser/Ink None 0 1 0 1
0.00 4.26 0.00 4.26
Total 0 1 0 1
0.00 4.26 0.00 4.26
Total 0 8 3 11
0.00 0.64 0.00 0.46
2 79 20 101
0.04 0.50 0.00 0.39
Telecom Hardware Telephone 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08
Total 0 1 0 1
0.00 0.08 0.00 0.08




High Low Medium Total

0.08

105
0.56




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Billing 0 1 1
0 1 1
0 1 1
0 1 1
0 1 1
0 1 1
0 1 1
0 1 1
EIS Hardware 0 1 1
0 0 0
0 1 1
0 0 0
0 1 1
0 0 0
0 1 1
0 0 0
Print/Copy/Sca Incident 0 1 1
n/Fax 0 0 0
0 1 1
0 0 0
0 1 1
0 0 0
0 1 1
0 0 0
_No Tier 2 1 1 2
1 1 2




High Low Medium Total
_No Tier 2 None Total 1 0 2
1 0 2
Total 1 0 2
1 0 2
Application Error Microsoft Office 1 0 1
XP Standard 0 0 0
None 3 0 3
0 0 0
Novell 1 0 1
GroupWise 1 0 1
Surveillix 0 2 2
Surveillance 0 0 0
Triversity 8 0 8
Point-of-Sale 0 0 0
Total 13 2 15
1 0 1
None Microsoft 0 1 1
Windows XP 0 0 0
None 7 2 10
0 0 0
Surveillix 0 1 1
Surveillance 0 0 0
Triversity 22 2 24
Point-of-Sale 0 0 0
Total 29 6 36
0 0 0
Reporting Triversity 7 1 8
Point-of-Sale 0 0 0
Total 7 1 8
0 0 0
Total 49 9 59




High

Low

Medium

Total

EIS Hardware None None 13 14
0 0

Total 13 14

0 0

Total 13 14
0 0

Network Error Novell Client 1 1
for 32-bit 1 1

Total 1 1

1 1

Incident None 1 1
0 0

Total 1 1

0 0

None None 0 1
0 0

Total 0 1

0 0

Password None 1 1
0 0

Total 1 1

0 0

Total 3 4
1 1

PC/Laptop Error None 2 2
0 0

Total 2 2

0 0

Hardware None 2 8
0 0

Total 2 8

0 0




High Low Medium Total
PC/Laptop Password Microsoft 1 0 1
Windows XP 0 0 0
Total 1 0 1
0 0 0
Total 5 6 11
0 0 0
Print/Copy/Sca Error Code None 1 0 1
n/Fax 1 0 1
Total 1 0 1
1 0 1
Incident None 6 2 8
0 0 0
Total 6 2 8
0 0 0
Paper Jam None 0 1 1
0 0 0
Total 0 1 1
0 0 0
Toner/Fuser/ink None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 8 3 11
1 0 1
79 20 101
4 0 5
Telecom Hardware Telephone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




High Low Medium Total

—_

105




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total

Billing 0 1 0 1
0.00 18.82 0.00 18.82

0 1 0 1

0.00 18.82 0.00 18.82

0 1 0 1

0.00 18.82 0.00 18.82

0 1 0 1

0.00 18.82 0.00 18.82

EIS Hardware 0 1 0 1
0.00 0.00 0.00 0.00

0 1 0 1

0.00 0.00 0.00 0.00

0 1 0 1

0.00 0.00 0.00 0.00

0 1 0 1

0.00 0.00 0.00 0.00

Print/Copy/Sca Incident 0 1 0 1
n/Fax 0.00 0.60 0.00 0.60
0 1 0 1

0.00 0.60 0.00 0.60

0 1 0 1

0.00 0.60 0.00 0.60

0 1 0 1

0.00 0.60 0.00 0.60




High Low Medium Total
_No Tier 2 None None 1 1 0 2
26.77 13.71 0.00 20.24
Total 1 1 0 2
26.77 13.71 0.00 20.24
Total 1 1 0 2
26.77 13.71 0.00 20.24
Application Error Microsoft Office 0 1 0 1
XP Standard 0.00 1.97 0.00 1.97
None 0 3 0 3
0.00 2.53 0.00 2.53
Novell 0 1 0 1
GroupWise 0.00 17.75 0.00 17.75
Surveillix 0 0 2 2
Surveillance 0.00 0.00 0.15 0.15
Triversity 0 8 0 8
Point-of-Sale 0.00 0.12 0.00 0.12
Total 0 13 2 15
0.00 2.18 0.15 1.91
None Microsoft 0 0 1 1
Windows XP 0.00 0.00 0.18 0.18
None 1 7 2 10
0.00 0.01 0.00 0.00
Surveillix 0 0 1 1
Surveillance 0.00 0.00 0.07 0.07
Triversity 0 22 2 24
Point-of-Sale 0.00 0.00 0.00 0.00
Total 1 29 6 36
0.00 0.00 0.04 0.01
Reporting Triversity 0 7 1 8
Point-of-Sale 0.00 0.06 0.17 0.07
Total 0 7 1 8
0.00 0.06 0.17 0.07




High Low Medium Total
Application Total 1 49 9 59
0.00 0.59 0.08 0.50
EIS Hardware None None 0 13 1 14
0.00 0.00 0.00 0.00
Total 0 13 1 14
0.00 0.00 0.00 0.00
Total 0 13 1 14
0.00 0.00 0.00 0.00
Network Error Novell Client 0 1 0 1
for 32-bit 0.00 6.18 0.00 6.18
Total 0 1 0 1
0.00 6.18 0.00 6.18
Incident None 0 1 0 1
0.00 0.10 0.00 0.10
Total 0 1 0 1
0.00 0.10 0.00 0.10
None None 0 0 1 1
0.00 0.00 0.00 0.00
Total 0 0 1 1
0.00 0.00 0.00 0.00
Password None 0 1 0 1
0.00 0.32 0.00 0.32
Total 0 1 0 1
0.00 0.32 0.00 0.32
Total 0 3 1 4
0.00 2.20 0.00 1.65
PC/Laptop Error None 0 2 0 2
0.00 3.53 0.00 3.53
Total 0 2 0 2
0.00 3.53 0.00 3.53
Hardware None 0 2 6 8
0.00 0.14 0.12 0.13




High Low Medium Total
PC/Laptop Hardware Total 0 2 6 8
0.00 0.14 0.12 0.13
Password Microsoft 0 1 0 1
Windows XP 0.00 1.26 0.00 1.26
Total 0 1 0 1
0.00 1.26 0.00 1.26
Total 0 5 6 11
0.00 1.72 0.12 0.85
Print/Copy/Sca Error Code None 0 1 0 1
n/Fax 0.00 7.49 0.00 7.49
Total 0 1 0 1
0.00 7.49 0.00 7.49
Incident None 0 6 2 8
0.00 0.07 0.12 0.08
Total 0 6 2 8
0.00 0.07 0.12 0.08
Paper Jam None 0 0 1 1
0.00 0.00 0.24 0.24
Total 0 0 1 1
0.00 0.00 0.24 0.24
Toner/Fuser/Ink None 0 1 0 1
0.00 4.26 0.00 4.26
Total 0 1 0 1
0.00 4.26 0.00 4.26
Total 0 8 3 11
0.00 1.52 0.16 1.15
2 79 20 101
13.38 0.88 0.10 0.98
Telecom Hardware Telephone 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14




High Low Medium Total

Voice Telecom Total 0 1 0 1

Operations 0.00 0.14 0.00 0.14

Total 0 1 0 1

0.00 0.14 0.00 0.14

Total 2 83 20 105

13.38 1.08 0.10 1.13
INC000000137854  _No Tier 2 None None TIR Missed: Yes TIR: 13.71
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: Yes TTR: 13.71
INC000000142183  _No Tier 2 None None TIR Missed: No  TIR: 0.08
Metro D Desktop Support Alcoholic Beverage Conti  High Closed TTR Missed: Yes TTR: 26.77

Application

INC000000134612  Application Error Novell GroupWise 32-bit TIR Missed: No  TIR: 0.09
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: Yes TTR: 17.75
INC000000136212  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.06
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.06
INC000000136223  Application None None TIR Missed: No  TIR: 0.03
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.03
INC000000136513  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.00
INC000000137324  Application Reporting Triversity Point-of-Sale TIR Missed: No  TIR: 0.03
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.05
INC000000137334  Application Reporting Triversity Point-of-Sale TIR Missed: No  TIR: 0.02
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.08
INC000000137783  Application Error None TIR Missed: No TIR:  0.39
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 3.41
INC000000137985  Application Error None TIR Missed: Yes TIR: 2.67
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 2.73
INC000000138239  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.00
INC000000138258  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.00
INC000000138352  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138353  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138354  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138355  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138356  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.00
INC000000138361  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00




Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.00
INC000000138362  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138365  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138368  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138375  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000138903  Application None None TIR Missed: No TIR:  0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.02
INC000000139065  Application Error Microsoft Office XP Stanc TIR Missed: Yes TIR: 1.03
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 1.97
INC000000140531  Application Reporting Triversity Point-of-Sale TIR Missed: No TIR: 0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000140545  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000140551  Application Reporting Triversity Point-of-Sale TIR Missed: No TIR: 0.04
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.17
INC000000140559  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.08
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.13
INC000000140567  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.33
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.64
INC000000140611  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.03
INC000000140613  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.04
INC000000143971  Application Error Surveillix Surveillance Sy TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.13
INC000000143983  Application None Surveillix Surveillance Sy TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.07
INC000000143988  Application Error Surveillix Surveillance Sy TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.17
INC000000144036  Application None Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.18
INC000000144058  Application Reporting Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000144136  Application Reporting Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000144144  Application Reporting Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000144151  Application Reporting Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000144160  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000144165  Application Error Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000144176  Application Error None TIR Missed: Yes TIR: 1.45



Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 1.45
INC000000148265  Application Error Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000148599  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149180  Application None Triversity Point-of-Sale TIR Missed: No  TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149183  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149184  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149185  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149186  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149187  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149189  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149190  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149197  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149199  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149201  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149318  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  High Resolved TTR Missed: No  TTR: 0.00
INC000000149389  Application None Triversity Point-of-Sale TIR Missed: No TIR: 0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.00
INC000000149394  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.00
INC000000149397  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.00
INC000000149741  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000150922  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
Billing
INC000000138531  Billing None None TIR Missed: Yes TIR: 18.82
Billing Alcoholic Beverage Contt  Low Closed TTR Missed: Yes TTR: 18.82
EIS Hardware
INC000000138366  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.00
INC000000138899  EIS Hardware None None TIRMissed: No TIR:  0.02
Metro D Desktop Support Alcoholic Beverage Conti  Low Closed TTR Missed: No  TTR: 0.02
INC000000143432  EIS Hardware None None TIR Missed: No TIR:  0.00



Change Management Change C Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000144082  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000144084  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.00
INC000000146812  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000148601  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000148604  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000148607  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149000  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149181  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149182  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149188  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149198  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000149736  EIS Hardware None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.00
Network
INC000000137310  Network Incident None TIRMissed: No TIR:  0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.10
INC000000138364  Network None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.00
INC000000138475  Network Error Novell Client for 32-bit W TIR Missed: Yes TIR: 6.18
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: Yes TTR: 6.18
INC000000138662  Network Password None TIRMissed: No TIR: 0.05
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.32
PC/Laptop
INC000000132373  PC/Laptop Hardware None TIR Missed: No TIR:  0.03
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.22
INC000000137330  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000137607  PC/Laptop Password Microsoft Windows XP Pi TIR Missed: Yes TIR: 1.09
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 1.26
INC000000138527  PC/Laptop Error None TIR Missed: Yes TIR: 5.59
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 5.59
INC000000141355  PC/Laptop Error None TIR Missed: Yes TIR: 1.48
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 1.48
INC000000144007  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.25
INC000000144049  PC/Laptop Hardware None TIR Missed: No TIR:  0.00



Metro D Desktop Support Alcoholic Beverage Conti Medium Closed TTR Missed: No  TTR: 0.14
INC000000148150  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.23
INC000000148180  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.11
INC000000148189  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.00
INC000000148194  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.00
Print/Copy/Scan/Fax
INC000000138639  Print/Copy/Scan/Fax  Toner/Fuser/Ink None TIR Missed: Yes TIR: 4.26
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 4.26
INC000000139135  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.60
Metro B Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.60
INC000000139948  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.79
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: Yes TTR: 7.49
INC000000140535  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.03
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.05
INC000000144065  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Contt  Low Closed TTR Missed: No  TTR: 0.07
INC000000148216  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000148224  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.16
INC000000148239  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.00
INC000000148241  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.11
INC000000148248  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.15
INC000000148261  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.09
INC000000149072  Print/Copy/Scan/Fax Paper Jam None TIR Missed: No TIR:  0.00
Metro D Desktop Support Alcoholic Beverage Conti  Medium Resolved TTR Missed: No  TTR: 0.24
Telecom
INC000000151420  Telecom Hardware Telephone TIR Missed: No TIR: 0.08
Voice Operations Alcoholic Beverage Conti  Low Resolved TTR Missed: No  TTR: 0.14




